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Customer Self Service in Interactive TV Environment 
for TV Programming Packages 

Inventor Dan Kikinis, Yakov Kamen, Brian Kimball 
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Background 

In the current art of interactive programming guides (IPGs) for television viewing, when a user 
receives a set-top box he typically needs to call an 800 number to a call center to have the box activated. 
Then he typically goes through a process that may include a credit check, and then his set-top box can be 
activated. 

The only exceptions to for this tedious, inconvenient process are add-on services such as WebTV™ 
and TiVo™, which allow the user to activate their service by himself. However, those systems differ from 
most television prograrnrning provider in that they don't offer a great variety of viewing packages. Instead, 
such add-on service typically offer only one or two packages, with one or two payment options each. 

The reason programming providers such as cable operators and satellite operators prefer to have the 
customer call into to a call center is that it provides an opportunity to up-sell the client to better, more 
expensive programming packages, and hence generate more revenue. 

What is clearly needed is a system for an automated up-sell process that could interactively query the 
customer and, based on customer responses, out of the multitude of available packages could then generate 
suggestions for programming packages designed to appeal to him, thus retaining the advantages for the 
provider of selling better progranirning packages to the customer, while avoiding for the customer the 
inconvenience of having to call into a call center. 

Description of the Embodiment 

Figure 1 shows a screen 100 that could appear when the user enters the set-up section of an interactive 
television device, typically a set-top box. Screen 100 has, for example, guided set-up options, such as 
"Initial Setup," "Move" (to help the customer change service when, for example, when he moves to another 
address), or "Counsel on New Promotions," which the customer could access if he sees advertisements for 
new packages and he's interested in learning more about them. 

Figure 2 shows a diagram of a process flow 200 for initial set-up. The user enters through arrow 220 
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to box 201, where he would enter basic customer data such as name, address, telephone number, credit card 
number, etc. 

In box 202, a dialog would query the user, using, typically, around 5 questions, about his viewing 
preferences, such as movies, sports, news, etc. 

In step 203, out of the vast multitude of available packages and promotions, the system would offer 
him a comparison of a small selection, maybe three to five, of suitable options that the software has deemed 
suitable, based on the user's responses in query 202. 

The comparisons may be presented as a comparison table, comparing features, with bubbles hailing 
certain advantages of one package over another. Once those comparisons have been shown, the user then 
has several options in step 204: 

• He can select one package, and can then finalize the set-up in box 210, and exit via arrow 22 1 . 

• He can abort the set-up process and exit via arrows 222 and 22 1 . He can repeat it later if, for 
example, he wants to consult with other family members before finalizing the selection. 

• He could move to box 205, where he can access a total overview of all programming options, in 
possibly several groups on several pages. He could then make a limited selection of packages in 
various different groups and have those packages presented to him in step 206, in a manner 
similar to the comparison of packages in step 203. Again, he returns to arrow 223, from where he 
may repeat the selection of options in step 204. 

Figure 3 shows an example of a "Move" process flow 300. The customer enters at arrow 320 to box 
301, which displays the customer's account data, including current address, phone number, etc. The user 
then enters his new address at step 302. 

In some cases, the interactive software queries a database in step 303 about services available at the 
customer's new location. For example, if the customer moves to another town, he may have to return his 
set-top box or he may have to use another provider to set up his service in the other town. Those kinds of 
changes may exceed the program capabilities of the local set-top box, and therefore an inquiry into the 
main database is done. 

Based on that inquiry, one of several options may be offered to the user in step 304, such as, in the 
simplest case, return the box, or move the box, reconnect, and do a new install at the new network, etc. 



Presented options may include scheduling technicians for wiring a new location, in case there is no current 
cable drop or satellite, etc., available at that location. 

In step 305 the user chooses from the presented new service options and, for example, schedules the 
date at which he wants to disconnect the current service and activate the new service. In case technician 
intervention may be required, the processes of step 305 may require additional interactive communication 
for scheduling and technician availability. 

Figure 4 show a process flow in a case for changing programming. It may be that the customer has, 
for example, seen a promotion offering a new programming package, or the customer may be prompted 
through an interactive ad to review his current subscription versus his actual usage pattern. 

The customer enters the process at arrow 420. In step 401, his historic usage pattern is analyzed. 
Then in step 402 attempts by the customer to view or record currently unavailable programs are added to 
that analysis. For example, the customer may have been trying to record programs from HBO, even though 
he doesn't currently subscribe to HBO. 

Based on the customer's history of program viewing and attempts to view programs, the system then 
makes a recommendation of packages in step 403. The process would then continue as in Figure 2, step 
223. 

It is clear that many variations can be made to the details of the system. Step may be modified by 
individual providers to suit their product and market, and additional steps may be inserted or certain steps 
may be sometimes left out. All such modifications, additions and deletion may be made without departing 
from the spirit of the invention. 
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